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INTRODUCTION

The ta rge t re sponden t o f  th e  c u rre n t research is young  a d u lt in V ie tnam  w ho  
are range from  18 to  40 years o ld . T he  reason to  focus on th is  ta rge t groups is th e y  
have m o re  advantages to  using in te rn e t banking such as w e ll educa tion , b e tte r  
in te rne t and c o m p u te r sk ill as w e l l as m o re  re qu irem en t to  use in te rne t banking. เท 
th is chap te r, an in tro d u c tio n  and  a backg round  o f th is  s tudy  w il l be shown. 
S ubsequen tly  p ro b lem  s ta tem en t and  th e  d ispos ition  o f  th e  research s truc tu re  are 
shown up.

1.1 Background

V ie tnam  has a d e v e lo p m e n t success story. P o litica l and e conom ica l re form s  
(Doi Moi) la u nched  in 1986 have t ra n s fo rm e d  V ie tnam  from  one  o f th e  poores t 
coun tries  in th e  w o rld , w ith  pe r cap ita  in c om e  b e low  $100, to  a low e r m id d le  
in com e cou n try  w ith in  a qua rte r o f  a c e n tu ry  w ith  per cap ita  in com e o f $1,130 by  
th e  end o f 2010. The ra tio  o f p o p u la t io n  in  p o ve rty  has fa lle n  from  58 pe rcen t in 
1993 to  14.5 pe rcen t in 2008, and m o s t ind ica tors o f  w e lfa re  have im p roved  
(h ttp :/ /w w w .w o r ld b a n k .o rg /e n /c o u n try /v ie tn a m /o v e rv ie w ). V ie tn a m  jo in e d  th e  
W o r ld  T ra d e  O rg a n iz a t io n  in  J a n u a ry  20 07 , w h ic h  has p r o m o te d  m o re  
c o m p e t i t iv e ,  e x p o r t - d r iv e n  in d u s t r ie s .  V ie tn a m  b e c a m e  an  o f f ic ia l  
n e g o t ia t in g  p a r tn e r  in  th e  T ra n s -P a c if ic  P a r tn e rs h ip  t r a d e  a g re e m e n t in 
2010 . A g r ic u ltu re 's  s e g m e n t o f  e c o n o m ic  o u tp u t  has c o n t in u e d  to  s h r in k  
f r o m  a b o u t  25%  เท 2000  to  le s s  th a n  22%  in 20 12 , w h i le  in a u s t r y 's  sha re  
in c re a s e d  f r o m  36%  to  n e a r ly  4 1 %  in th e  sam e  p e r io d ,  s ta te - o w n e d  
e n te rp r is e s  a c c o u n t  fo r  r o u g h ly  4 0 %  o f  GDP. P o v e r ty  has d e c l in e d  
s ig n if ic a n t ly ,  a n d  V ie tn a m  is w o rk in g  t o  c re a te  jo b s  to  m e e t th e  c h a lle n g e  
o f  a la b o r  fo r c e  th a t  is g ro w in g  b y  m o r e  th a n  o n e  m i l l io n  p e o p le  e v e ry  
year (https://wvwv.ria.gOv/library/pนblications/the-wortd-factbook/ggos/vm.html).

http://www.worldbank.org/en/country/vietnam/overview
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V ie t N am 's  p o p u la t io n  o rd e r is 14 th  am ong a ll coun trie s  in th e  W o rld  w ith  
app ro x im a te ly  91.519.289 m illio n  p e o p le . T h e  m a jo rity  o f  V ie tnam ese reside in rura l 
area. The urban residen ts are a c cou n te d  fo r  30% o f th e  to ta l p o p u la t io n  w h ile  th e  
ru ra l and m oun ta in ou s  residents a re  e s tim a te d  at 70%. V ie t Nam has one  o f th e  
younges t po pu la tio n s , w ith  an e s tim a te d  50%  o f  th e  to ta l p o p u la t io n  unde r 30. A 
young and grow ing p o pu la tio n  suggests th a t  consum er behav io r o f  th e  pa rt o f  a large  
pe rcen tage o f  th e  p o p u la t io n  is far from  fu l ly  fo rm e  
(h t tp : / /w w w .in d e xm u n d i.c o m /v ie tn a m /d e m o g ra p h ic s _ p ro f ile .h tm l).

V ie tn am 's  banking system  can s h o r t ly  be m arked back to  1988 w hen  fo u r  
s ta te -ow ned  com m e rc ia l banks w e re  sp lit u p  from  th e  S ta te Bank o f V ie tnam  (the  
cen tra l bank o f  V ie tnam ). A long w ith  th e  o p e n -d o o r e conom ic  po licy , w h ich  s ta rted  
in 1986, and th e  p o lic y  to  a ttra c t fo re ign  in v e s tm en t, endo rsed  by  th e  Sixth Congress 
o f  th e  C om m un is t Party o f V ie tnam , th e  de cade  from  1986 to  1996 saw a banking  
bo om  in V ie tnam  (VBSP's reports , 2005).

W hereas th e  access to  c re d it in s titu tio n s  is m uch  s im p le r and d iffu se  to  
nea rly  eve ryone , V ie tnam ese s til l have l i t t le  con fidence  in using o n lin e  transac tion  
because o f  th e ir ha rd experiences du ring  w a rs  and financ ia l sys tem  crunches. A lm os t 
transac tions are usua lly  in cash. C us tom ers  have no t d e v e lo p e d  th e  hab it o f  using 
c red it cards and m erchan ts  d o n ’ t encou rage  it. M erchants, w h o  e m p lo y  accoun tan ts , 
cashiers, and safe depos it boxes are e s t im a te d  to  spend 5.6 pe rcen t on financ ia l 
ope ra tions , b u t are hes itan t to  spend  th e  tw o  pe rcen t fee  fo r ge tting m on e y  from  a 
c red it card.

A no the r barrier is re la ted  to  age. A lth o u g h  th e  in te rn e t p o pu la tio n  in V ie tnam  
is a t 31 m illio n , m os t o f those  are young  peop le . They are in schoo l, starting th e ir  
careers, o r in m id-career. Their salary is e ith e r low  or non -ex is ten t. On th e  o tn e r  
hand, th e  o ld e r p o pu la tio n  does have m o n e y  to  spend, b u t is n ’t  on line .

The fin a l m a jo r barrier is a fu n d a m e n ta l skeptic ism  ab ou t d ig ita l co n te n t. 
V ie tnam ese consum ers w an t to  to u c h  th e  c lo th in g  th e y  w il l wear. They w an t to  fe e l 
th e  te x tu re  o f  th e  c lo th . They w an t to  h o ld  e le c tron ics  in th e ir hands and see how  
w e ll it works. V ie tnam ese w ives are a t th e  hea rt o f  th e  shopp ing decisions in a fam ily , 
and th e y  are going to  be ve ry  ca re fu l a b o u t m a jo r purchases like  e le c tron ics  as w e ll

http://www.indexmundi.com/vietnam/demographics_profile.html
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as th ings like c lo th in g . Making tho se  cho ice s  o n lin e  d o e sn ’ t  give cus tom ers  enough  
da ta to  m ake w ha t th e y  fe e l is an in fo rm ed  decision. 
(h t tp :/ /w w w .te c h in a s ia .c o m /e c o m m e rc e -v ie tn a m -s ta tu s - re p o r t-p a r t- l/).

One reason w h y  pe op le  are re lu c ta n t to  o p en  bank accoun ts  in V ie tnam  is 
th a t th e y  w ish to  avo id th e  se izure o f  ta xab le  in com e  by  th e  au tho rities  
(h ttp ://v n e co n o m v .v n /e n /f in a ce /b a n k in g _ m o n e ta ry /0 7 -0 0 7 0 .h tm ). N onethe less, it is 
qu ite  like ly  th a t m os t p e op le  have e a rn e d  e x tre m e ly  lo w  incom es, and have li t t le  
need  fo r bank accounts . It is said th a t V ie tnam ese  w il l  g radua lly  o p en  bank accounts , 
in p ro p o rtio n  to  grow ing incom es and savings.

The aggressive c om p e titio n  am ong  banks opera ting  in V ie tnam  w il l e v e n tu a lly  
lead  to  a m a ra tho n  to  im p rove  se rv ice in o rd e r to  a ttra c t cus tom ers. This race w il l  
make th e  launch o f  IB services in e v ita b le . เท fac t, som e banks in V ie tnam  are a lready  
prov id ing IB. However, IB remains im m a tu re  in V ie tnam , and is nega tive ly  pe rce ived  
and l i t t le  u tilized . This exam ine thus in ves tiga te s  fac to rs in flu e n ce  on  th e  in te n tio n  to  
use IB o f  V ie tnam ese cus tom er.

1.1.1 T h e o re t ic a l B a ckg ro und :

The in te rn e t is tru ly  a g loba l p h e n o m e n o n , it makes b o th  t im e  and d is tance  
to  becom e irre levance  to  m any exchanges. Several m ode ls  have been  c rea ted  to  
lo o k  at and unde rs tand  th e  fac to rs  in f lu e n ce  on th e  accep tance  o f  c om p u te r  
te chn o lo g y  in o rgan iza tions T e chno lo g y  A ccep tan ce  M ode l (TAM) (F. Davis, Bagozzi, & 
Washaw, 1989) (M oore  & Benbasat, 1991) (Ndub is i, Jantan, & R ichardson, 2001); The  
th e o ry  o f reasoned ac tion  (TRA) (F ishbe in  & A jzen, 1975) (A jzen & F ishbein, 1980); 
The Theory o f  P lanned Behavior (TPB) (A jzen, 1991) (M a th ieson , 1991); The  
Decom posed Theo ry  o f P lanned B ehav io r (Tay lo r & Todd , 1995), (Tan, 2000); 
Innova tion  D iffus ion Theo ry  (Rogers, 1983).

It has been  fo u nd  th a t user's a t t itu d e  tow ards th e  accep tance  o f  a new  
in fo rm a tio n  system  (IS) has a c ritica l im p a c t on  its success (Sued & W a lte r, 1999) (F. 
Davis e t al., 1989) (Venkatesh & Davis, 1996). Researchers have been a ttem p tin g  to  
find  factors th a t in flu ence  on th e  beha v io ra l in te n tio n  o f  in d iv id ua l to  use 
in fo rm a tio n  te chn o lo g y  (IT) in o rde r to  e xpand  its usage. M y research proposes the

http://www.techinasia.com/ecommerce-vietnam-status-report-part-l/
http://vneconomv.vn/en/finace/banking_monetary/07-0070.htm
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app lic a tio n  o f  th e  te c h n o lo g y  a c cep ta n ce  m o d e l (TAM) to  cap tu re  fac to rs  w h ich  
have sign ificant im pac t o n  th e  a d o p tio n  o f  in te rn e t banking.

TAM has been  used in m any s tu d ie s  (F. Davis, 1989) (F. Davis e t al., 1989) 
(Adams, Nelson, & T odd , 1992) (F. D. Davis, 1993) (Tay lo r & T odd , 1995) (A. Y. Chong, 
Ooi, K.B., Lin, B., Tan, B.I., 2010) and it has been  fo u n d  th a t TAM 's ab ility  to  exp la in  
a tt itu d e  tow a rd  using an in fo rm a tio n  sys tem  is b e tte r than  o th e r m o d e l's  (Math ieson, 
1991). The TAM reveals th a t tw o  p a rt ic u la r be lie fs , pe rce ived use fu lness and  
pe rce ived ease o f  use, are m ost re la te d  to  IS accep tance behavio rs . These tw o  
be lie fs  c rea te  a fa vo rab le  behav io ra l in te n t io n  tow a rd  using th e  IT th a t con sequen tly  
affec ts  its s e lf- re p o rte d  use (F. Davis e t al., 1989).

One key b e ne fit o f using TAM to  u n de rs ta n d  system  usage behav io r is th a t it 
p rov ides a fram ew o rk  to  investiga te th e  e ffe c ts  o f  e x te rna l variab les o n  system  usage 
(Hong, J.Y.L.Thong, W .W ai-Man, & Tam , 2002). Severa l im p o rta n t e x te rna l variab les  
th a t have rece ived m o re  and m o re  a t te n t io n  in th e  c o n te x t o f  TAM research are 
ind iv id ua l d iffe rences, such as tru s t (Nor &  Pearson, 2007) (Zhang, Zhou , Wang, & 
Zhang, 2008) (A. Y. Chong, Ooi, K.B., Lin, B., Tan, B.I., 2010) g o ve rnm en t suppo rt (A. Y. 
Chong, Ooi, K.B., Lin, B., Tan, B.I., 2010) (Tan, 2000). This s tudy  p ropose  th ree  extra  
fac to rs  (trus t, g o ve rnm en t suppo rt a n d  soc ia l in flu ence ) to  enhance  th e  
unde rs tand ing  o f  an in d iv id u a l'ร a d o p tio n  b e ha v io r o f IB.

1.2 Research motivation

Organizations invest in IS fo r m a n y  reasons, fo r e xam p le  cu tting  costs, 
p roduc ing  m o re  w ith o u t increasing costs , im prov ing  th e  q u a lity  o f  services or 
p roduc ts  (Lederer, M aup in , Sena, & Zhuang , 1998). It has been  no te d  th a t user's 
a ttitu de s  tow a rds  and acceo tance  o f  a n e w  !S have a c ritica l im pa c t o r  successful IS 
ad op tio n  (F. Davis, 1989) (Venkatesh & Davis, 1996) (Sued & W a lte r, 1999). If users 
are no t w illin g  to  accep t th e  IS, it w il l  n o t b ring fu l l bene fits  to  th e  o rgan iza tion (F. D. 
Davis, 1993) (Venkatesh & Davis, 1996). T he  m o re  accep ting o f a new  IS th e  users are, 
th e  m ore  w illin g  th e y  are to  make changes in th e ir practices and use th e ir t im e  and  
e ffo r t to  a c tu a lly  s ta rt using th e  new  IS (Succi & W a lte r, 1999).
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The success o f IB is n o t o n ly  ass igned by banks o r go ve rnm en t suppo rt bu t 
a lso b y  cus tom ers ' accep tance  o f it. T he  cus tom e r has a great in flu ence  on the  
ad op tio n  o f  IB (P ikkarainen, P ikkarainen, K a r ja lu o to , & Pahnila, 2004). Consumer's fina l 
dec is ion  on  w he th e r th e y  w il l use IB based on  the ir in d iv idua l needs. If services can 
c le a rly  ind ica te  th e  bene fits  and how  th e y  address consum er's  needs, then  
consum ers are m o re  lik e ly  to  use IB. P rev ious studies IB have m a in ly  focused on  
in n ova tio n  a d o p tio n  in the  c on te x t o f  N o rth  Am erica and Europe (P ikkarainen et al., 
2004) and to  som e degree, o th e r areas such as Turkey (Po la tog lu  & Ekin, 2001).

Acord ing to  a new  repo rt by th e  In te rac tive  Media in Retail G roup (IMRG), 
G loba l bus iness -to -consum er e -com m e rce  sales w il l pass th e  1 tr i l l io n  eu ro  ($1.25 
t r i l l io n )  m ark by 2013 (h t tp : / /w w w .in te rn e tre ta ile r .c o m /2 0 1 2 /0 6 /1 4 /g lo b a l-e -  
com m e rce -sa le s -w ill- to p -12 5 -tr illio n -2 0 13 ). เท V ie tnam : tra d it io n a l re ta il s till

d om in a te d . V ie tnam  is in 23rd p lace, and is s til l a ttra c tive , w ith  an expec te d  m arke t 
size o f  $113 b ill io n  by 2012 and a g row ing p o pu la tio n  o f 88.9 m illio n . V ie tnam  
o ff ic ia lly  o p en ed  its re ta il m arke t to  in te rn a tio n a l en tran ts  w ith  100 pe rcen t foreign  
cap ita l in ea rly  2009, at th e  h ight o f th e  g loba l e conom ic  crisis, w hen  m any  
m u lt in a t io n a l com pan ies w ere  taking a m o re  conse rva tive  app roach  to  expansion  
(The 2011 A.T kearney g lo b a l re ta il d e v e lo p m e n t index  
h ttp ://w w w .a tkea rn e y .com /d o cum en ts /1 01 92 /3 90 3b 4b 7 -265 c -48 4e -9 32 c - 
■ 50169e5aa2f3). This ind ica tes th a t V ie tnam  is a p o te n tia l m a rke t fo r e -com m erce . The  
IB in V ie tnam  is o n ly  th e  com pu te r iza tio n  o f  tra d it io n a l services, th a t is, o ffe r o f o ld  
services th rough  new  channe ls . Since the  IB services are new  and m os t custom ers d o  
n o t pay m uch  a tte n t io n  to  them , c om m e rc ia l banks in V ie tnam  are re lu c tan t to  
launch  new  services.

IB becom es a m a jo r trend  in th e  financ ia l marke ting p la ce  and IS a new  
ph en om enon  in V ie tnam  w h ich  has no t caugh t on  w ith  th e  banks cus tom er. Thus, 
th is  research is a im ed at iden tifies th e  fa c to rs  in fluenc ing  th e  in te n tio n  o f using IB 
system  in V ie tnam .

http://www.internetretailer.com/2012/06/14/global-e-commerce-sales-will-top-125-trillion-2013
http://www.internetretailer.com/2012/06/14/global-e-commerce-sales-will-top-125-trillion-2013
http://www.atkearney.com/documents/10192/3903b4b7-265c-484e-932c-%e2%96%a050169e5aa2f3
http://www.atkearney.com/documents/10192/3903b4b7-265c-484e-932c-%e2%96%a050169e5aa2f3
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1.3 Importance and objective of the research

เก m anagem en t in fo rm a tio n  system s (MIS) research, IT usage is always a key 
de pe nd en t va riab le  (DeLone & McLean, 1992). IB is d e te rm in e d  as a key fo r the  
success o f banking indus try  and th e  re gu la to ry  com m un ity . Som e ana lysts argue th a t 
IB is re vo lu tion iz in g  th e  banking industry , o th e rs  see th e  in te rn e t as s im p ly  adding  
ano th e r d e live ry  channe l fo r rem o te  bank ing to  existing channe ls  such as au tom a te d  
te l le r  m ach ines (ATMs) and te le p h o n e  banking . The accep tance  o f  IB by banks has 
increased rap id ly , and m any banks have m ad e  th e  d e v e lo p m e n t o f  services ove r the  
in te rn e t as a m a jo r c om p on en t o f  th e ir bus iness and m arke ting strategy.

A lthough  th e re  are past lite ra tu re s  s tu d ie d  on th e  in te n tio n  to  a d op t o n lin e  
banking, m any o f  these  studies have te n d e d  to  focus on European coun trie s  o r the  
U n ited  States (P ikkarainen e t al., 2004). H ow ever, V ie tnam  is d if fe re n t from  these  
coun trie s  given th a t the  econom y  is s t i l l  expand ing in re cen t years and its e- 
com m e rce  in fra s tru c tu re  is s till less d e v e lo p e d  (A. Y. Chong, Ooi, K.B., Lin, B-, Tan, B.I., 
2010). There fo re , th e  accep tance o f  IB is s t i l l  at its in fancy w he n  com pa red  to  o th e r  
de ve lo p ed  na tions. Thus, th e  m a in  o b je c t iv e  o f th is s tu d y  is to  unde rs tand  the  
cu s tom e rs ’ p e rcep tio n  tow ards th e  a d o p tio n  o f IB in V ie tnam  and iden tifies  the  
fac to rs th a t can guess the ir in te n tio n  to  use in in te rne t banking con te x t. It w il l h e lp  
banks fo rm u la tin g  IB strategy by em phas iz ing th e  re le van t crite ria  a t each phase 
necessary fo r a successfu l a d op tio n  process. M oreove r, q u an tify  construc ts  
concern ing th e  cu rren t state o f consum er be lie fs , a ttitu de s  tow a rd  in te rn e t banking, 
d e ve lo p  and va lid a te  th e  re la tionsh ips b e tw e e n  the  fac to rs th a t d r ive  th e  adop tio n  
and accep tance  o f  such services.

1.4 Research question

Based o n  research ob jec tives , th e  research ques tions in th is  research w ill  
address inc lude :

Do pe rce ived  usefu lness, pe rce ived  ease o f use, tru s t, go ve rnm en t suppo rt 
and soc ia l in flu e n ce  have im pact on in te n tio n  o f using IB?

Does dem og raph ic  p ro file  have a s ign ificant on in te n tio n  to  use IB?
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Is th e re  any  d iffe ren ce  in fac to rs  in flu e n ce  on th e  a d o p tio n  o f  using in te rn e t  
banking be tw een  user and non-use r, c u s tom e r in ru ra l and u rban area?

1.5 Research structure and process

The ta b le  1.1 shows s tep  b y  step, th e  s truc tu re  and th e  p rocedu re  o f th e  
study , in o rde r to  ach ieve a c lea r w ay to  ob ta in  th e  resu lts  and conc lus ions  to  
suppo rt th e  hypo theses.

Tab le  1.1 Research s tru c tu re  and process

Steps Chapter Procedure Purpose

In tro du c tio n 1 In troduc ing  backg round  
and m o tiv a tio n .

Iden tify  s tu d y  goals o f  
th is s tudy

Giving p rob lem s , th e  
im po rta n ce  o f  p rob lem s  
to  m o tiv a te  s tu dy  de ep ly  
how  to  ha nd le  w ith  
p rob lem s

L ite ra tu re

Review

2 C onduc ting  lite ra tu re  
Review o f  research  
variables.

Establishing hypo thes is

P rovid ing th e  d e fin it io n  o f  
each va riab le , how  to  
m easure th e m  and how  do  
th e y  in flu e n ce  on  
cus tom er's  a d op tio n  o f  IB, 
and th e n  giving th e  
hypo thes is  a b ou t th e  
re la tio n sh ip  b e tw een  each  
in d e p en de n t va ria b le  and  
th e  d e p e n d e n t variab le .

M e th odo lo g y 3 Research fram ew o rk  
Q ues tionna ire  design. 
Sampling p lan  
Techn ica l ana lyze

P ropose th e  fram ew o rk  o f  
th is  research, th e  
m easu rem en t m e th od , th e  
sam p ling p lan  and da ta  
analysis techn iques .
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Data analysis  
and re su lt

4 C o lle c tio n  o f  survey data  
Data analysis, 
in te rp re t and d iscussion  
o f th e  analysis resu lt.

P rovid ing th e  survey's  
resu lt,

D escrip tive analysis, 
dem on s tra te  th e  
re la tio n sh ip  be tw een  each  
in d e p en de n t va ria b le  and  
th e  d e p e n d e n t variab les  
and sum m ary  the  
hypo thes is  testing.

C onc lus ion 5 C onducting conc lu s ion . Giving th e  discussion,

C onducting suggestion lim ita tio n s  and fu tu re

research suggestion.
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